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E por

upport overhead currently 30 lnmdents in5 days. Resoluton w1ll mean that any‘fhture occurrences w1ll
ave a dlfferent root cause and requlre 1nvest1gat10n Such 1n01dents are currently gettmg masked by the

losr 20063 : (205607 “{11213‘631‘ “PP-0809-9] = Exception raised while processing message event = Serious system error:[ Duplicate
detected oo falled to lnsert journal record ] Caught Exceptlon 1nclass com. fu:[ltsu poa bal.osr. event RequestEvent Thread def

2010-09-13 18: 51:10 [ Jayendrappa, sunil Kumar]
INIT : AHD05439: Copied from Incident 2835511 =
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95[ Jayendrappa, Sunil Kumar] S

bo10-09-13 18:51:30 ‘Ja§énarépp5; Sunil Kumarl ‘*‘
zneut en rmg : ‘Transfer NOtlflCathn SN s

cception. ralsed whlle proce531ng message event = Serlous
,.W—'As per Catherlnef beng Reopen" OSR A0063 i [20560]
e Dupllcate JSN detec:ted = falled to

te \8/9/2010
Tlme of accourrence

18253 58 [ Jayendrappa, Sunll Kumar] &

Naresh 08/09/20;0 17 03 OO 00: 41 F;Leld Upd te :
IELDQ ‘zCloseCategory \OLD*'\’ NEW*'RMGA 0 Operatlonal OPOZ Centfal SystemsfSoftware

é‘WebServ1ce, o1 08709/2010 17:01 00: oo oiResélvedj
Statuc‘ changed from SEa

POWebServlce, 01 08/09/2010 17 01 00 OO 00 Delay Service Type
The Ser\uce Type( 2

OTI {)8/09/2010 17: 01 003z 00 OO OTI \Resolved\
Provider Ref: PC0204088 : : e 2
Resolutlon Betalls : U{Jdaté by‘f C‘atheﬁineﬁobe‘ng: ‘atege
As per above\ mentlcmed KEL because the 1st messaqe was
‘o 1ssues of conce: Please close

2 from opsSbrd.b brdb rx ﬁ\éséage journal
B where FAD HASH = 13 Lo = :
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‘JOURNALHEADER ST T e
POST: LabelEventServ;Lce =
‘uthorlzatlon—SLQnature s : i
engVopuXXwisqft25FDzer5pdaj rpbky+kaj vVKMerE Pe
YI}[BZVA?LOYC/RqU\9Sd99PW9Y1WWCp30]kaXq6VA" = i
Content— Length 864
Retry true

RequssageID 1l2136 2l PP 0809 10
Content Encodlng g11p s : S S : S : ; = : y S
lasn: 2454507; .. ... - s . s . -

In dlscuss‘.l.on w1th Andy Thomas this mornlng, I w111 gather ev:Ldence from the OSR/BAL logs before fera‘rd‘ to 4GDC.
[End of Response] 3 : 3 : e ¥ S 5 i

Response code to call type J as Category 40 e P; ndlng o
Respanse ‘was: delivered to Consumer S S - =

Date:14- Sep-—2010 12: 34 30 User Cather:.ne beng
vadem:‘e\ Added = Ol mes - Flle will be Ob

Date 14-Sep—2010 12 35 08 User-Catherlne Obeng S

Z
|
|
l
l
|
Z
l
|
|
]
]
L
i
Z
i
|
|
|
i
|
|
|
!
; = 5 - =

§EV1dence Added = Ol poc = Flle\Wlll be Obfuscated and made avallable‘to download soon.

IDate: 14—Sep—2i010 12:
ence Log

Date: 14—Sep 2010 12 3'1 39 User:Cather:Lne Obeng Ty S
Evldence Obfuscated F:Lle (C‘I’RPOC) Added = NodeOl POC Loqs

/
|
6
}
%
6
]
L
Bate.l&—Sep—Ql)lO\ 14 36:51 Uee:r‘Cather:Lne Obeng
Jlstart O‘f Response] . ‘ -
6Cum:em:ly awaiting ev:.dence: gather;mg from the ACE ‘Blade, piatform 1d
authorlsatlon messages etc: - - - - - o s

lEnd C\f Respons 3
Response code to call type J as Category 41

Response was d llvered to Consumer :

Date 14—Sep—2010 17 02 58 User: Cather:l.ne obeng S
‘1dence Added = AC Biade Log. Filcsf Somaa

[pate: 14 Sep 2010 17: 04 :33 User: Cather:.ne Obeng S = ; e .
IThe Call record has been transferred to the team~ QFP = S s e e = =
Progress was dellvered to Consumer Gl S ; : ; ; :

Date 15 Sep-—2010 08 19 17 User Rav;ndra Kumar 3 3 : : ShiThR S i SR ; 3 R
IThe Call record has been transferred to the team: XOSR e S e .
IThe Call record has been assigned to. the Team Member' Jeevan Mlthyantha : ; 2 :
Progress was dellvered “to Consumer i 3 > s =

Z
|
]
i
i
zTn :anestlgate further on thls, Iiwéiild!like ié have OSR message.log & osr.log extract for request ids "12136-1-PP-0809-9" & "12136-
i
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"12136—1 P -0809-10" has gone:to *!_ 20559". Not sure about the other one.

!
|
I
i
!
|

|Date:16- Sep—2010 12:27:56 User‘Jeevan Mlthyantha Shdmmshaas e e e e e e s s e
»The Call record has been transferred to the team: EDSC S : : S : :
{User:Jeevan Mithyantha Confirmed that this Incident may be passed to the external company with the attached evidence.
Progress was dellvered to Consumer :

!
6

5,

4

P i Shi

%Date :16-Sep-2010 12 28:40 User :Lorraine Guiblin
e’

?

|the Call record has been ~assigned to the Team Memheir' Catherlne Obeng - = ; 5
Progress was dellvered to Consumer

éDate 20—Sep—2010 09: 52 .38 User: Cather:.ne Obeng 3 S %

A,EVLdence Added = 112136 10 mesad txt = File will be Obfuscated and made avallable to download so0n. 5

‘ = o -

;Date 20-Sep~2010 09:53:44 User: cather:me Obeng S ;
KEVJ;denqe Added - 12136- P-0809-10 10 ... _ - = = - .
é = S ~k 3 i S S S = = = = =
iDate.ZO—Sep—-ZOlO 09: 59 25 User-CatherJ.ne Obe:ng e X : . ¢
Evldem:e Obfuscated F:Lle (BALMSG) Added = 12136-1-PP-0809=10 . = S T

4’ ‘\ S & SRS o ~; S SNt ~\ SRR T S Rt S T X s IR s - S D SEnERE =
[pate:20-8 ep-2010 10:07:17 User~CatherJ.ne Obeng \ - = = . -
E[Start of Responsel] . -

iBAL osr/message logs for MengqstID 12136 1*?? 0809-10 are naw attached Returnlng call to 4LS
IlEnd of Response] : S - o
eResponse code to call type J as Category 40

‘Date 20 Sep—2010 10 08 29 User Cather:me Obeng S S 2 : -

;The Call record has been transferred to the fteam: xOSR GDC = = = 0 SiSsnaeae e e =
|User:Catherine Obeng Confirmed that ‘this Inc1dent may be passed to the external company with the attached evidence:. 3 :
iPrOgress was delivered to Consumer : : : S e

| ; : 5 ‘

1 a

é = . o = s T e 3 7 =
ﬁBate:zl—SeP«ZOlﬂ 08:46:39 User:Jeevan M:.thyantha -
!

I have requested OSR logs (

ttached 1o s‘contalns the extract for request ID. "12136 leP 0809— 0" but mlssed the logs for "12136: ‘E:-'(‘)S;‘OQ:—‘Q"S.?

4

|

| s

iPlease extract the same for request 1d "12136~1 -PP-0809~ 9"‘ L s .

EDate 21 Sep 2010 os 46 54 User Jeevan Mz.thyantha : } E : 3

éctlon placed on Team‘xOSR GDC, User:Jeevan M_Lthyantha & 2 T 5 = SR =
! i S S = Sy S S = = S . X RS

1 - & = 3 S = 3 N, - o = 3
gDate 21—Sep—201() os 47 11 User J‘eevan Mlthyantha e S S ~ S

iThe Call record has been transferred to the team: EDSC = e S Tl s S

| User:Jeevan Mithyantha Confirmed that thls Incldent may be passed to the external

I? rmgress was del:LVered to Consumer : - -

2 Y i S 2

’Date-21—5ep—2010 09:01: 12 User: Lorra:l.ne Guiblin . Do

gThe Call record has been ass:Lgned to the Team Member. Catherlne Obeng = :
iProgress ‘was delivered to \Consumer s s s
4 ‘ B . 4 :
|pate: 21-Sep-2010 10 39:05 User Catherine Obeng -
gThe call summary has been changed from:—

As per Catherine Obeng Reopexy
‘The call summary is now:-— .
IBranch 112136 Dupllcate JSN 112136- 1-PP-0809- 9 Exceptxon\raised

_OSR A0063 :

- Exception raised while p

Date 21 Sep-2010 15 52 137 User'Cather:Lne Obeng

|
1
i
Z
| S : : S S . 5
:Evldence Added = 112136 9 MesLogbk = File wlll be Obfuscated and made available to download soon.
j
|
!

Bate‘zl-Sep—zom
vzdem:e Added. =

[pate:21-sep- 5010 15:55:04 Uscr:Catherine Obeng = 10 oo nanaanaa e e e :

fEV:Ldence Deleted - RequestMesId 112136 1-PP=0809-9 s ShEn i e

4 =

i

‘Date'21—5ep-2010 15:55: 50 User Cather:.ne Obeng
E}‘Tldeﬂce Added — OSRLogs E{)f Re Hes tMesld 112136
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|[End of Respanse}
[Response

ansferred to the team. xOSR‘GDC
{User:Catherine Obeng Confi :
‘greseewegege;lveged tq

f@und that retrled "LabelEventSerle

A yhow, from counter Slde thls won't affec\

sucsessful

he Call record has been al 51gned to the Team Member. Véﬁﬁ Anamalla
rogress was: dellvered tQ Consumer S S S

- manner to the one mentioned in

Date 23 5ep—2010\08 SQ 07 User*Vénu Anamalla el e
Call ‘record has been asslgned to. the Team‘Member Jeevan Mithyantha
ress was dellvered to Consumer = oo Sonmnaaanas
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was added, uivdatedordéletad If no flles cheinged\, sta

)MessageJournalFllter java\ S
)MessageJournalDAO 3

Date‘24-Sep—-2010 3 12 45 User:Jeevan Mlthyantha
Evldgnce Added - ‘od chanqp 5. -~ Patchifiles.

Date 24~Sep 2010 13 13 51~User Jeevan M:Lthyantha SRS :
the \Call\ record:has ‘en assigned to the Teamf;MembeI \Venu Anamalla\ e

’Date‘Oll-Oct‘ZOlO 12:09:45 User :Venu Anamalla =
The Call record has been assigned to the Team Member
ogress was dcllvered to Consumer s
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Date 08-0ct-2010 10:23: Dl Use
[Start of Response]

{End of

sponse]

Response waS‘deliv‘red te\Consumer

Date 19-OCt 2010 15: 11:52 User.Martln Tonge : S
A new Business Impact has been added: = e g 5 = -
IThis Peak will reduce the support overhead because it w1ll reduce the number of alerts a55051ated thh dupllcate JSN's.‘It will
also mean that any future occurrences will have occurred for a different reason and would requlre 1nvest1gatlon Such incidents are

currently gettlng masked by the occurrences associated with thls Peak i issm e s i S S 2 = - SanimEaen

There is no lmmedlate beneflt to the customer other than support englneers no longer need to worry about these types of alert and
|can chus on other alerts... .. ... seiibee 2 1; s = s 3 ~

Currently th1s type of “error generates\a relatlvely high frequency of Alerts on a dally basls, masklng\ether\types of error.

|
|
|
Z S S D )
4 ¢ r
!

Date.20-0ct—2010 15: 52 02 User:
lLast Occurrence S
[20/10/2010 15:47:

custcmer Call
= Severlty
GSR AQ063

éou £

j
§
lservice URI: G

|

|

:‘ 3 s 2 3 S

€Date 22-Oct—2010 12 20 11 User Prashanth Pamldlmukkala : S
zProduct HNG— X Platforms == BAL Server (BAL) (ver51on unspec1f1edj added
b : : I e : TG

]

ﬁ

)

Date.22 Oct—2010 12 20 32 User(Prashanth Pam;dlmukkala

Date 25—0ct~2010 12 27: 05 User Prashanth Pamldlmukkala
"ctlon has been removed from the call

|
}
i
§
]
}
|
i
§
|
!
|12
!
gnate-m-—oct-zom 121141 User Sohn Boston : S e e : 3 :
zThe call Target Release has been moved to Tarqeted At‘%—~HNGfX‘03.20: S S 2 Sl
|
]
!
|
E
i
)
Z
l
|
|
|
i
X
I
1L

ate‘27—0ct—2010 14 11: 56 User John Boston
ctlon has been removed from the call S

> U

Date OZ—Nov—2010 16:22:59 User Steve Parker e e ;;‘\ e
[the Business Impact has been updated: Sl 3 G o
Support\overhead currently 30\1nc1dents in 5 days.;Resoluton w1ll\mean that any future occurrences will have a dlfferent root cause
land requlre 1nvestlgatlon. Such incidents are currently gettlng masked by the volume assoc1ated with thlS Peak w1th consequentlal
lrisk to the 1ntegr1ty of ‘the audlt trail used for lltlgatlon support. : il 3

e ——mmeeeeessssssssssseeeeeeee_
‘tplled patches to CTRO3 20 QO - RELEASE and smoke- tested successfully. S i;~ifz‘ Soomilionm e S =

ZY MessageJournalDAO java e i Sl 48 1 3
3)‘Bra,ChAccessFllters/junlttest/MessageJournalFllterTest Javea: ==l 15.164\1

—

e — .
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:thyari‘tha:‘ S
the foxGer RBL GF

erence Added*\‘ Product Basell

Date Ol—Dec—zolO 15‘20 03 \User +PIT Automated User
Reference Added: ‘Product Basellne BAL SRV OSR 0320 V239 ;
Reference Added"
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L \‘d of Responsgj
IRe. ‘sponse cade to cal type 7

ate‘SD-Dec—ZO:LO 1 32 02 User Shella Bamber
ested in LST o Please close e

the Team‘ Member ‘

Date 16-Mar-2011\ 17:20:54 Toor Mark Ascott S
The Call record has been transferred to the team’ RMex

Progress was dellvered to Consumer

rr"’ 5

Da

e“::22\‘~Nc‘>v‘%2011“ 13:34:59 User ‘John Siggk:.ns

lc LEPCDZO!B:lO closed: (‘ategory 63 Type s




